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1.0

Introduction and Summary of Policy

This policy encompasses estate management activity and is specific to land
and property owned and managed by Town & Country Housing (TCH). It
refers to the management of the environment around our homes and estates
including:

e internal areas like communal hallways, stairs, corridors, lifts and bin
stores, and

e external areas like bin stores, sheds, bicycle stores, drying areas,
footways and roadways, grassed or landscaped areas, play areas,
garage sites and parking areas.

2.0 Policy Aims
The aim of the policy is to ensure that our estates are clean, tidy, well
maintained and safe places, where people choose to live.
3.0 Policy Objectives -
The objectives of the policy are to:
e Set out our estate management contracting arrangements and the
service standards that apply
e Describe the inspection and monitoring arrangements that will be
applied to assess whether these standards are being achieved
e Set out the action we will take and the relevant timescales where this is
not the case
e State how we will work with residents and other agencies where
appropriate to meet our policy aims
e Achieve target levels of resident satisfaction for estate management
services
¢ Involve tenants and residents in service development and contract
monitoring to improve services and value for money
e Comply with the HCA ‘Neighbourhood and Community’ Standard
e Ensure value for money is achieved with all estate services contracts
4.0 References
This policy makes reference to the following documents:
e HouseMark Estate Photo Book
e TCH Contract Specifications for Grounds Maintenance and Cleaning
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5.0

6.0

7.0

e TCH Tree Management Plan
e TCH Bulk Rubbish and Fly-tipping Procedures

e Social Housing ‘Neighbourhood and Community’ Standard

Responsibilities
Operations Director:

The Operations Director has overall responsibility for communicating and
implementing the policy.

All staff:

All staff must be aware of and act in accordance with the estate management
policy and associated procedures. Area Estate Services Managers, Estate
Contract Officers, Area Neighbourhood Managers, Neighbourhood Managers
and Contracts & Compliance team are responsible for ensuring this service is
delivered. Customer Service Advisors are often the first point of contact for
residents

Scope

The policy relates to all common areas and open spaces associated with
properties owned by TCH including those managed by Love Living Homes
where the organisation has responsibility for the provision of estate
management services. In some instances this responsibility will rest with a
third party managing agent and a service charge will apply.

Policy and Procedures
7.1  Service Delivery Arrangements

7.1.1 Cleaning and Grounds Maintenance

e TCH will ensure that all communal areas it is responsible for are
covered by an estate management contract unless a resident
agreement is in place. This will also apply to new developments which
should be added to the contracts by variation at the point of handover,
unless an alternative arrangement is stipulated in the build contract.

7.1.2 Resident Agreements
e TCH may consider residents requests to maintain some or all of the
communal areas in their neighbourhood. Where agreed this will be
subject to completion of a formal agreement a sample of which is
shown as Appendix 9ii.

7.1.3 Parking Enforcement
e TCH will consider the introduction of third-party enforcement
arrangements for any scheme where it is responsible for the
management of restricted parking.

Issue Date:
April 2022

Author: David Comerford
Reviewed by: Stefan Polom
Review by: April 2027

Version 2

Department: Operations Page 4 of 10




7.2  Overall Service Standards

TCH uses the Housemark Photo-book as its benchmark to measure the
overall standards of our estate management services. Contractors are
required ensure that all sites are at ‘grade A’ (Excellent) standard following
each of their visits and that the estate does not fall below ‘grade B’ (Good)
standard at any time for the duration of the contract .

7.3 Service standards and inspections
The following standards must be adhered to:

7.3.1 Un-adopted roads, estate pathways, garage courts, parking areas,
drying and seating areas
o free of weeds, leaves, bulk rubbish, graffiti, trip hazards and/or
potholes

7.3.2 Play areas
e inspected monthly and six monthly as required by law

e informal play areas (swings, trampolines, slides, etc.) installed by
residents in communal areas are not permitted

7.3.3 Internal communal areas to flats
e communal floors, walls, stairwells, lifts, light fittings, landlord
cupboards, meter rooms, windows and window sills & ledges will be
kept clean and clear

e signage and noticeboards to be relevant and regularly updated
7.3.4 Sheltered and Supported Housing Scheme Communal Areas
e communal areas including kitchens, lounges, bathrooms, laundry
rooms and guest bedrooms will be kept clean and clear
7.3.5 Bin areas
e to be swept and kept free from detritus, dirt, litter, bulk rubbish and fly-
tipped items

e bins emptied as per local authority arrangements

7.3.6 Grass, shrubs, hedges and flowerbeds
e cut according to the season so not overgrown and free from weeds

o free from leaves, litter and bulk rubbish and fly-tipped items

7.3.7 Trees
e maintained as per the Tree Management Plan

7.3.8 Bulk rubbish/fly tipped item removal
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o fly-tipped items and bulk rubbish will be removed within 5 working days
of being reported

e items considered as a potential health and safety risk will be removed
within 24hrs of being reported

e where possible TCH will seek to recharge those responsible for fly-
tipping or dumping rubbish

e no items should be left within the communal corridors by residents

7.3.9 Light Bulb and Tube Replacement
e defective light-bulbs and tubes in communal areas will be replaced by
the cleaning contractor during their scheduled visits

e where there are health and safety issues (e.g residents with visual
impairment, disabilities or elderly) caused by lack of light source (no
windows or emergency lights) then light-bulbs will be replaced within
24hrs of being reported

7.3.10 Graffiti Removal

o graffiti will be removed by the cleaning contractor during their
scheduled visits

o offensive graffiti, defined as offensive language, sexual content or
‘hate’ with reference to the nine equality and diversity strands, will be
removed within 24 hours

7.3.11 Needles, Drugs and Paraphernalia
e needles will be removed within 4hrs of being reported

¢ the police will be informed when needles are found

7.3.12 Liquids and Bodily Fluids
e human/ animal bodily fluid (vomit, blood, urine and faeces) or any liquid
that could cause a slip hazard in an internal communal area (oll
spillage etc.) will be cleaned within 4hrs of being reported

7.4 Other Estate Management Issues
7.41 Abandoned and Un-roadworthy Vehicles
e abandoned vehicle ownership and tax status will be checked through
DVLA and action will be taken to remove them from communal areas

7.4.2 Meter Readings
¢ all communal electricity, gas and water supply meters will be read at
least once per year
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7.4.3

7.4.4

7.4.5

7.4.6

7.5.

7.5.1

7.5.2

7.5.3

Fire Risk Mitigation
Emergency exits and escape routes in communal corridors should be

clear of any resident’s personal belongings, obstructions and trip
hazards.

Emergency exits should be clearly marked and well-lit

‘No Smoking’ signs should be clearly visible in all internal communal
areas.

Repairs
any necessary repairs to communal areas should be recorded and
reported to the relevant contractors

If the repair requires urgent attention or relates to a health and safety
issue then it should be reported to the contractor by telephone.

Environmental Improvements

any suggestions for improvements to common areas may form part of
the annual Neighbourhood Improvement Plan subject to appropriate
consultation and having regard to budgetary constraints and value for
money considerations

Additional Records

Any additional issues encountered or noted e.g. possible tenancy fraud
or Anti-Social Behaviour whilst undertaking an estate inspection to be
recorded and referred to the appropriate officer

Estate Inspection Arrangements
Estate Contract Officers (ECO’s)
will visit each block and estate between 3 and 4 times per year and
complete a formal estate inspection

Neighbourhood Managers (NM)

will visit blocks and estates where there is additional demand for
inspections or to provide cover for the Estate Contract Officers

Area Neighbourhood Managers (ANM)

will carry out periodic ad hoc estate inspections to ensure contractor
compliance
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8.0

7.54

7.6

7.6.1

7.6.2

1.7

7.71

7.7.2

7.7.3

Resident Monitoring
residents can report on estate issues by contacting Customer Services,
their NM or completing an online survey through TCH website

Estate Inspection Process

Estate Inspection Form
estate inspections will be carried out using a standard TCH inspection
form and stored in a central location

Mobile Working
we will record estate inspections while on site using mobile-technology

Estate Inspection Reporting

Feedback for KPI's, LPI’s and Appraisals
Reports on Photo-book grades will be provided to the contractors on a
quarterly basis.

Feedback to Residents
Estate Contractor performance will be reported to residents on an
annual basis

Estate Contractor Monitoring and Meetings

Meetings with the contractors should take place on a monthly basis.
These will include the use of KPI's. Each year there should be an
annual performance review.

Policy Review

This policy will be reviewed every 5 years and one year prior to any re-
procurement of estate management services.

This policy will be reviewed in line with any substantial changes to
legislation
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9. Equality Impact Assessment — Screening
document

Name of policy* being reviewed: Date of EqlA
Estate Management Policy review:
09/05/2018

Is this a review of an existing policy or new policy (please delete | New
as appropriate)

1. Responsibilities and ownership

Lead Officer:
David Comerford

Department/Manager:
Operations/Keith Cane

Assessment Team Members: David Comerford and Helen Charles

2. Aims and expected outcomes

What is the main purpose of the policy, include aims and objectives:

The purpose of the policy is to provide guidance to TCHG staff for the management
of estates. The aims are to ensure a consistent approach to our estate inspections
and the management of our estate contractors. The objectives are to improve the
standards of our estates and mitigate insurance risks.

What are the overall benefits of this policy, include who is intended to benefit
& in what way:

The policy should benefit all of TCHG’s residents that live on TCHG’s estates by
improving standard of services and maintenance in shared areas. The policy should
benefit staff as it provides clear guidance and expectations for their performance.

Please list any other policies which are likely to be impacted upon (for
example, if you are reviewing service charges to residents, it may impact on a
rent arrears policy or income recovery strategy):

Increased estate inspections may impact service charges and reduce insurance risk.
This could impact both service charges policy and insurance policy.
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3. After consideration of evidence (from consultation and/or analysis of data),
describe what impacts this policy may have

Could the policy have a negative If yes: What is the impact | What actions are in

impact on the following groups: (stating what evidence place/need to be put in
this is based on) place to mitigate the

impact?

Race ¥es | No

Gender ¥es | No

Disability ¥es | No

Age ¥es | No

Sexual orientation ¥es | No

Religion or Belief ¥es | No

Gender ldentity ¥es | No

Marriage or Civil ¥es | No

Partnership

Pregnancy and ¥es | No

Maternity

Financial Inclusion ¥es | No

Community cohesion | ¥es | No

4. Full EqlA required

Set out below the reasons why a full EqlA is or is not Full EqIA | ¥es/ No

required: required:

The policy provides a consistent approach to managing our estates. There is
sufficient evidence to demonstrate that we understand the impact this policy will
have on our customers. A full EqlA is therefore not required.
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